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( ENTER ] 



IN A TELECOMMUNICATIONS ENVIRONMENT, SET UP CUSTOMER SERVICE 
CENTERS FROM WHICH CUSTOMER MAY GET ROUTINE SERVICE AND 
TECHNICAL ADVICE ON RELEASED SOFTWARE PRODUCTS OF SELLERS 
BY TELEPHONING VIA STANDARD PSTN OR INTERNET IP NETWORKS 



^81 



ON THE STANDARD INTERACTIVE DISPLAY TERMINALS WHICH 
SUPPORT CENTERS AND DISPLAY INCOMING CALL DATA, PROVIDE 
A SYSTEM AUXILIARY TO THE CALL HANDLING PROMPTING RECEIVING 
AGENT TO SOLICIT DEFECT TRACKING DATA RELATED TO THE CALL 
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DURING THE PROMPTING OF STEP 81 , PROVIDE FOR THE AGENT'S 
SELECTION OF A TYPE OF DEFECT MOST FITTING 
THE PROBLEM OF THE INQUIRY 



I 
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RESPONSE TO THE SELECTION OF STEP 83, PROVIDE FOR THE 
PROMPTING OF THE AGENT TO INTERACTIVELY RESPOND TO A 
SET OF STATISTICAL QUESTIONS SIGNIFICANT FOR THE TRACKING 
OF DEFECT DATA FOR THE SELECTED TYPE OF DEFECT 
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ENABLE THE AGENT TO ADD GENERAL COMMENTS VIA THE DISPLAY 
IN ADDITION TO THE PROMPTED DATA OF STEPS 83 AND 84 
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PROVIDE A GLOBAL DATABASE ON THE NETWORK INTO WHICH THE 
AGENTS AT SERVICE CENTERS MAY FORWARD THE DATA OF STEPS 83-85 
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PROVIDE FOR THE RELEASED PRODUCT SELLER TO ACCESS THE 
DATABASE OF STEP 86 TO ANALYZE DEFECT DATA 
ON THE RELEASED SOFTWARE PRODUCT 
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EXIT 
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FIG. 5 
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